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ABSTRACT

Webster defines a standard as something set up and established by authority as a rule for the
measure of quantity, weight, extent, value, or quality. When it comes to crisis communication,
that authority is derived from the expectations of constituents — usually those most directly
affected by the problem your organization has caused or is causing.

Principles are comprehensive, yet fundamental rules, laws, doctrines, or assumptions. Here
again, in the matter of crisis communication management, the explanations that will be necessary
and the understanding that must be achieved rapidly have to be based on solid thinking,
fundamentally sound approaches, and predetermined standards of conduct that are publicly
acceptable.

Protocols are detailed plans and procedures. In this case, the protocols described here are based
on standards and principles, which time and experience have demonstrated are so critical to
effective crisis communication management.

For an existing plan, the first place to begin analyzing its effectiveness is against these standards.
As potential models for a planning process, plans from other companies or organizations should
be tested against these standards, too.



Time and time again when we analyze how poor, delayed, or unnecessarily manipulative
communication has damaged or destroyed the reputation, credibility, brand name, or the future of
an individual, organization, or product, it often seems that then, and only then, does the search
begin for the rules and tests to apply to achieve effective, problem-anticipating, ethically sound
communication.

This monograph, which is based on handling hundreds of hands-on situations, outlines standard-
setting protocols and fundamentally sound approaches that meet or exceed constituent or
community communication expectations. The standards are divided into three categories:
communication goals; fundamental communication principles; and standard communication
protocols.
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If this Abstract has been helpful and you wish to acquire the entire text, please visit
www.Amazon.com.
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